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The following is a quotation of 35 U.S.C. 103(a) which forms the basis for all 
obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described as set 
forth in section 102 of this title, if the differences between the subject matter sought to be patented and 
the prior art are such that the subject matter as a whole would have been obvious at the time the 
invention was made to a person having ordinary skill in the art to which said subject matter pertains. 
Patentability shall not be negatived by the manner in which the invention was made. 

Claims 1, 2, 5, 6, 8-11, 14, 15, 17-20 are rejected under 35 U.S.C. 103(a) as 

being unpatentable over Parker in view of Marsh et al, U.S. Patent Publication 

#2002/0159439 or Liljestrand et al, U.S. Patent Publication #2001/0038689. 

Parker discloses call centers (130, 140, 160, Fig. 1); a Softswitch (110, fflj- 

0021,0022); a force management system (100, Fig.1) that's in communication with 

Softswitch. Cal center 160 is shown in Fig. 1 as being located at a remote location from 

Softswitch (110) and being connected over the Internet to Softswitch, 1J-0022. P7. 

Parker does not disclose that her Softswitch will receive configuration changes. 

However, Marsh et al and Liljestrand et al do disclose that their softswitches are 

automatically configurable. Marsh et al disclose in fl-0001 that telecommunications 

services are dynamically downloadable and in lj-0003 they disclose that upgrades are 

necessary in order to change the configuration of a switch. In U-0012 Marsh discloses 

that the Softswitch architecture helps facilitate the implementation of multiple call models 

that can be downloaded on demand as services are required. The services can be 

downloaded without a maintenance outage and without restarting the system. 

Liljestrand et al disclose in U-0047 a Softswitch (160) that will determine what 

information needs to be downloaded and automatically perform the download. During 

normal operation, if there is a change in configuration, Softswitch (160) can 
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automatically reconfigure the programmable network interface. To have provided either 
Marsh's or Liljestrand's teaching of changing the configuration of a Softswitch in 
Parker's Softswitch would have been obvious to a person having ordinary because the 
skilled practitioner in an art such as softswitches would have the teachings of these 
references readily combinable. 

Concerning claims 7 & 8, Parker discloses that one of her work stats is wait time, 
[0061] and in [0012] Marsh et al disclose that the Softswitch architecture can help to 
facilitate the implementation of "multiple call models" that are downloadable on demand. 
Multiple call models can include an unlimited possibility of models that anyone might 
need, including but not limited to work time statistics and grouping of human service 
agents. 

Claims 4, 13 rejected under 35 U.S.C. 103(a) as being unpatentable over Parker 
in view of Marsh or Liljestrand in view as applied to claim 1 above, and further in view of 
Forbes. 

Forbes discloses in Fig. 4 a call center 122 in communication with a VPN 128. col. 7, 
lines 6-65. To have provided Forbes teaching of using a VPN in Parker's call center 
would have been obvious to a person having ordinary skill in the call center art. 

Claims 3, 12 are rejected under 35 U.S.C. 103(a) as being unpatentable over 
parker in view of Marsh or Liljestrand as applied to claims 1 & 10 above, and further in 
view of Booton, U.S. Patent #5991390. 

Booton discloses in col. 11, lines 46 et seq. a host computer is programmed to offer 
a work period to a selected non-operational teleworking agent. When the teleworking 
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agent accepts the computer's 26 'invitation to work", line 55-56, the PBX will record the 
teleworking agent's identity. To have provided Booton's teaching of extending an 
invitation to work to a call center agent in Parker's call center would have been obvious 
to a person having ordinary skill in the art. 

Any inquiry concerning this communication should^e directed to Cregjhton H. 
Smith at telephone number 571/272-7546. 
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